This study attempts to find out the problems and challenges confronting the insurance industry of Saudi Arabia from employees' perspective. The study aims at highlighting the areas which need special attention of the insurance companies in particular and policy makers in general. The study is based on primary data collected from 80 insurance professionals currently working in various insurance companies of Saudi Arabia. To get diversified information, the insurance professionals have been categorized into the following three sub groups with special focus on marketing professionals such as insurance salesman, marketing executives, and other executives. A questionnaire originally developed into English and translated into Arabic in consideration of cultural factor was randomly administered to the insurance professionals. The collected data was analyzed on SPSS software for meaningful results. The findings of the study show that the industry is lacking qualified and experienced insurance professionals. There is huge requirement of specialized education and training in insurance area. The industry is highly dynamic and is going through high competition among the insurance companies. The findings further suggest that the people buy mainly compulsory insurance policies namely; motor insurance and health insurance, and the executives are facing the problem of low achievement against high targets. The industry as a whole is dominated by few large insurance companies, thus intensifying the competition among the others over the compulsory lines of insurance business. The code of conduct for the industry is good and supportive. Finally, the results show that there is positive change in the behaviour of the customers; they are becoming receptive towards insurance. Thus, from the findings, it can safely be suggested that the policymakers and those responsible for developing insurance industry in Saudi Arabia should find out ways of providing more educated and qualified professionals to the industry and promote professionalism in insurance industry. The policy makers should promote healthy competition among insurance companies and try to control the dominance in market by few insurance companies.
INTRODUCTION
The year 2004 was the year of dawn in the history of insurance industry of Saudi Arabia. The government of Saudi Arabia after much deliberation from Islamic scholars decided to introduce sharia'h compliant insurance system popularly known as 'cooperative insurance system' in the country. The government further decided to streamline the insurance industry of Saudi Arabia to the world insurance industry. Thus, the closed insurance industry was liberalized and became a center of attraction for the indigenous investors as well as foreign investors. Since reforms were initiated in the country in 2004 the insurance industry has been growing at remarkably high rate surpassing the world average growth rate in premiums.
During the year 2010, gross written premiums (GWP) in the Saudi insurance market reached SR 16.4 billion, up from SR 14.6 billion in 2009. Though the industry has been growing fast, the main driver of the demand was the legal compulsion (Ansari, 2011) due to which the demand is confined mainly to health insurance and motor insurance. In 2010, health insurance contributed 53% of the total GWP and motor insurance 20%, making the 73% of the total premiums collected. Health insurance grew at a remarkable high rate of 19.2%. The other two major classes of insurance namely, general insurance and protections and savings (P and S) contribute 41 and 6% to the total GWP in 2010. The insurance penetration of the total gross domestic product (GDP) which is defined as gross written premiums divided by the total GDP has also been growing at a compounded annual growth rate (CAGR) of 17%. Another measure in insurance industry is insurance density defined as gross written premiums per capita. Though the insurance density increased SR 604 per capita in 2010, the growth is not very impressive (The Saudi Insurance market Report, 2010) .
The reforms in the industry catalyzed abrupt increase in demand for insurance especially the compulsory insurance, that is, health insurance and motor insurance which presently is contributing more than 70% of the total insurance business. The reforms provided lucrative opportunity to the investors to enter the insurance business thus making the total of insurance companies to rise fast to 31. Besides insurance companies, others like insurance brokers, insurance agencies, loss assessors, surveyors, etc., entered the market. Thus, in a period of just seven years, the unorganized insurance industry became a highly organized and regulated industry. The insurance companies who entered the industry in hope of earning huge and fast profits found the cake not so easy to get. Besides opportunities, they had to overcome the inherited problems and challenges. The researcher in this paper investigates the problems and challenges being faced by insurance companies in Saudi Arabia. The research focuses on the problems and challenges from the executives point of view currently working in insurance companies of Saudi Arabia. The researcher has identified three areas of for investigation -human resource issues, Saudi environment for insurance, and consumer behaviour.
Since reforms, the insurance industry of Saudi Arabia has been experiencing tremendous changes. Besides, the industry has been facing problems, such as; insurance is against the principles of Sharia'h, demands mainly confined to compulsory lines of insurance, that is, health insurance and motor insurance, Saudization, market dominance by few insurance companies, and strict SAMA regulations. Thus, in this study, the researcher intends to find out the perspective of employees viz-a-viz those close issues which need to be addressed by the insurance companies themselves, and by the policy makers (SAMA).
LITERATURE REVIEW Employees
The employees of an organization are vital for ensuring success in customers' perceptions and satisfactions, as they are the persons ultimately responsible for providing a quality service that meets the expectations of customers (Zeithmal et al., 1996) . Employees' behaviors are defined as various sequences of actions carried out by employees within the organization (Hanna et al., 2004 ). Employee's behaviors are important in a service company as they connect the organization with its customers and they represent a critical factor in developing effective working relationships with customers (Gronroos, 1990; Gwinner et al., 1998) . Insurers not only face stiff competition from their rivals but also from the fact that their clients do not view them favourably. Empirical findings showed that insurers are widely disliked by customers and insurance agents talked to clients on average once every eight years (Challis, 1999) . Challis (1999) noted that insurers need to work hard to overcome the poor image that they have among customers who bitterly resent the harassment from insurers and insurance agents. Thus, the employees of insurance company especially the executives directly interacting with the customers, are critical for successful business and customer relationships. In this study, the insurance companies in Saudi Arabia are hypothesized facing problem of attracting qualified employees.
Environment
New regulatory frameworks have the capacity to drive or demand innovation in organizations (Lin and Wu, 2007) and governments and regulatory agencies play a key role in the process of application and acceptance of new rules and technologies (Hsu et al., 2006) . In today's fiercely competitive service environment, marketers are seeking to deliver customer satisfaction in order to establish and improve relationships with new and existing customers (Singh and Sirdeshmukh, 2000) . Of several factors that determine customer satisfaction, components of service provider's communication contribute noticeably to the creation of a strong bond between the service provider and customer (Booms and Nyquist, 1981) . Among the communication factors, communication style is one of considerable importance because of its vital role in connecting employees and customers (Mohr and Nevin, 1990) and in establishing customer trust and satisfaction (Ring and Van De Ven, 1994) . Further, communication style has been found to affect a listener's feeling of confidence, sense of control, sense of connectedness, and self-esteem (Albrecht and Adelman, 1987) .
Although some researchers have suggested that a service employee's or provider's communication style is likely to affect the quality of the service encounter by influencing the customer's impression of the provider and the service firm (Street and Cappella, 1985) , there is a lack of research on the impact of communication style on service customers' attitudes, despite the call for such research (Czepiel, 1990) .
Customers
For most services organizations, production and consumption occur simultaneously, so it is a longrecognized fact that key aspects of service management occur during the service encounter, which is that "a period of time during which a consumer directly interacts with a service" (Shostack, 1985) . It is during this time that service organizations endeavor to develop the loyalty, trust, and other factors that enable customer retention objectives to be met, the word-of-mouth to secure new customers to be generated, and organizational performance goals to be attained. Given the critical nature of the service encounter and the interactions that occur between employees and customers during this time, it is no surprise that several issues critical to the management of service organizations focus on how customers' experiences with employees affect their evaluations (Bitner, 1990; Bitner et al., 1994; Hartline and Ferrell, 1996) . For example, it is a long-held belief that it is advantageous for service employees to be customer oriented; that is, making customers' needs and wants their primary focus (Kotler, 1967) . The demand for insurance is affected by social factors 'Islamic principles' (Zelizer 1979; Ansari, 2011) .
Objectives of the study
The present study is undertaken with the following objectives:
i. To find out the problems and challenges faced by insurance companies in Saudi Arabia. ii. To suggest the areas of focus by insurance companies in Saudi Arabia.
STATEMENT OF THE PROBLEM
The insurance industry of Saudi Arabia since reforms has been growing by leaps and bounds. However, the annual reports by Saudi Arabian Monetary Agency (SAMA) insurance division has been showing that the better part of the gross written premium (GWP) have been made by compulsory insurance, that is, motor insurance and Saaty 5049 health insurance. After eight years of reforms, the industry is ready for second generation reforms. Thus, in this study, the researcher intends to find out the problems and challenges faced by insurance companies in Saudi Arabia.
Conceptual framework of the study
From the review of literature, the researcher finalizes the conceptual framework of the study into three broader categories of problems and challenges, that is, employees, environment and consumers. The review of literature shows that employees of a service company play very important role in customer satisfaction thus, the researcher investigates the problems and challenges encountered by insurance companies in Saudi Arabia vis-à-vis human resource. The second important factor that affects the companies is its' surrounding environment. This factor is especially important in insurance industry because the previous studies show that one of the important factors affecting the demand for insurance is regulatory environment. The third important factor affecting any business organization is its customers, especially in insurance industry because it is said about insurance that it is not purchased, instead, it is sold. Thus, this study concentrates on these three areas viz., employees, general environment, and the customers, for investigation from the executives' point of view. 
Hypothesis

RESEARCH METHODOLOGY
The study is primarily based on primary data collected from insurance employees currently working in insurance industry of 
Survey instrument
A comprehensive questionnaire was developed for data collection from the current employees of the insurance on the topic of study. The questionnaire consisted of ten questions focusing on areas such as general education level of the employees, specialized degree in insurance, level of experience of the employees, inappropriate target for the salesman and marketing executives, satisfaction of the executives from their job, insurance generally preferred by the customers, level of competition, dominance in the market by any one company or few companies, the code of conduct, and behaviour of the people towards insurance is constant, changing positively or negatively. The questionnaire was originally developed in English and translated into Arabic for high response rate. The questionnaire contained question enquiring respondent about their education and experience.
Statistical tools
The data collected questionnaire from the respondents was analyzed by SPSS software. Statistical tools used were percentages, mean, chi-square test, and F-test. Table 1 presents the profile of the respondent employees currently working in the various insurance companies of Saudi Arabia. From the total distributed questionnaires, 80 usable questionnaires were received. The respondents were grouped into three groups -insurance salesman, insurance marketing executives and other executives of the insurance companies such as underwriters, and claims settlement executives. The response of the three groups was analyzed vis-à-vis age, general education level and specialized degree/education in insurance. There is significant difference as shown by the chi-square value, among the respondents across age group and educational group. However, there is no significant difference among the respondent for specialized degree in insurance. Most of the salesmen are young with high school and diploma educational qualification. On the contrary, other executives, possibly senior and on key posts, are over thirty years of age and highly qualified with graduation or post graduation. The point to be noted is that only 12.5% of the respondents have specialized degree in insurance. Thus, for better performance the insurance companies should provide specialized training in insurance to their executives.
RESULTS
Profile analysis of the respondents
H 1 : The insurance executives are possessing appropriate level of general education (Bachelors degree)
As presented in Table 1 , the executives are mainly young people below the age of 30 years. From the total 80 respondents, 40% were below 25 years and approximately 19% were between 25 to 30 years of age. The education level of the large number of executives was not very impressive. Approximately 67% of the respondents had just completed high school or were having a diploma in one or other discipline. Only 9% of the respondents had done graduation degree and 24% had completed their bachelors' degree. The three group of respondents significantly differ in their response In table 2, information regarding the specialized degree in insurance is presented. Besides general education level, the specialized degree of the employee respondents in insurance was depressingly low. From the total of 80 respondents, only 10 (12.5%) said they have specialized degree in insurance and the other 70 (87.5%) had no specialized education in insurance. From the 10 respondents with specialized degree in insurance, 4 (40%) were working as salesman, only 1 (10%) was working as marketing executives and 5 (50%) were working in other departments of the insurance company. Thus, based on the response of the current employees, H 2 is rejected.
H 3 : The current employees of the insurance companies are experienced in insurance business Table 3 presents the experience of the employees in insurance business. The experience of the executives was categorized as follows, less than 5 years, 5 to 10 years, and more than 10 years. The response of the executives were as follows, (48) 60% respondents were new entrants into insurance job having less than five years of experience, (13) 16% respondents were having experience ranging from 5 to 10 years, and interestingly, (19) 23% said that they have experience of more than 10 years in insurance. Those with experience of more than 10 years were mainly working in other executives categories. From 19 respondents with more than 10 years of experience, 14 were in other executive's categories and 5 were working as marketing executives. Those with experience of less than five years were mainly working as salesman. From these given facts, it can safely be said that the insurance industry in Saudi Arabia needs more experienced employees, majority of the employees are having less experience, that is, less than five years. Table 4 show the level of achievement by the employees against the set target. Approximately 29% were able to achieve less than 50% of their targets and 47% could achieve between 50 and 75% against the given target, and 20 were able to manage between 75 and 90% of the given target. However, 3% said that they were able to exceed their given targets. The respondents significantly differed in their response shown by chi-square value acceptable 95% confidence level ( 2 χ =21.946, Sig. = 0.001). The results show that the executives are not able to achieve the given target and thus, H 4 is accepted.
H 4 : High target for employees resulting in low achievement
H 5 : The insurance executives are satisfied with their job
The executives of the insurance company seem to be satisfied. As is shown in Table 5 , 30% of the respondents said that they are highly satisfied with their career, and 42% said that they are satisfied. Whereas only 15% said they are somewhat satisfied and 13% said that they do not know. The salesman and marketing executives were satisfied however comparatively the dissatisfaction and confusion was higher in the other executives. The three groups of the respondents were significantly different in their response ( 2 χ =17.215, Sig.= 0.009) acceptable at 95% confidence level.
H 6 : People generally purchase compulsory insurance policies
One of the most important questions regarding consumer behaviour in Saudi Arabia was what insurance policy the consumers purchase. Table 6 presents the result to this question. From the range of options given to the executives, they all unanimously said that consumers insurance law which has made motor insurance and health insurance compulsory for all. Insurance policies such as protections and savings, property insurance need to be evolved and achieve popularity. Thus, the hypothesis that consumers in Saudi Arabia purchase compulsory insurance is true and is accepted.
H 7 : The insurance industry is very dynamic
The opinion of the executives concerning dynamic nature of the insurance industry of Saudi Arabia is presented in Table 7 . The insurance industry of Saudi Arabia is evolving fast and trying to settle down at international standards. The fact is supported by the ever increasing number of insurance companies joining the industry. Presently, there are around 32 insurance companies in Saudi Arabia. In response to the question -how dynamic is the business environment for insurance in Saudi Arabia, the respondents were significantly different shown by the Chi-square value ( 2 χ =27.018, Sig.= 0.001).
However, together, around 70% supported that the business environment for insurance industry in Saudi Arabia is highly dynamic and slightly dynamic, whereas the rest said that the industry has gone through no significant change, slight change or highly stagnant. The executives are over all confident of dynamism in the industry which promises huge growth potential in the future. Thus, H 7 is accepted.
H 8 : The industry is experiencing high level of competition
Since liberalization, there has been remarkable development in the insurance industry of Saudi Arabia. Some of the important developments worth mentioning are structuring of the industry with presence of a regulator (SAMA and CCHI), private indigenous companies such as Tawuniya, Al Rajhi, Al Jazira, etc., and large multinational companies such as AGI, Tokyo Marine BUPA, etc. As shown in Table 7 , the executives accepted the fact that there is aggressive competition (46%) among the companies and 35% said that the competition is high but not too aggressive. The aggressive competition may not be healthy for the insurance companies thus, hindering the overall growth and development. The given fact supports H 8, thus, it is accepted.
H 9 : The market is dominated by few insurance companies.
In Table 7 , the executives support the fact that the insurance market is dominated by few insurance companies. 25% agreed that the market is dominated by few and 62% said that the market is somewhat dominated. Their indications may be directed to Tawuniya Cooperative insurance company, which is a government company and was the largest company in Saudi Arabia. Tawuniya besides being a government company was also responsible for market regulations and code of conduct; in fact, it was the regulator of insurance industry in Saudi Arabia before reforms. However, after reforms, their monopoly to underwrite government risks has been finished, thus giving equal opportunity to other insurance companies. But the response of the executives in response to the question whether market is dominated by few companies resulting in unhealthy competition has been supported. Thus H 9 is accepted.
H 10 : Code of conduct for insurance companies is supportive
After reforms, SAMA was entrusted with the responsibility of regulating the insurance industry in Saudi Arabia. Since 2004, SAMA had been doing a remarkable job in bringing the insurance industry of Saudi Arabia on growth track, and also bringing it to international standard. Table  8 shows the opinion of the executives regarding the code of conduct of SAMA for insurance industry of Saudi Arabia. The result shows that 53% of the executives feel that the code of conduct laid down by SAMA to be followed by the insurance companies is either simplified or shall be made more flexible. In the same table for other question whether SAMA policy for KSA is good or not, approximately 77% said it to be ranging from very good to somewhat good. In both cases, the respondents were significantly different ( Insurance is said to be sold not purchased by the consumers. However, when it comes to selling insurance in Saudi Arabia which is a Muslim populated country, the challenge multiplies as shown by earlier studies that traditionally, insurance is considered to be against Islamic principles. It is said to be against the will of Allah (God). But SAMA has laid down clear rules in this regard that all insurance companies operating in Saudi Arabia shall operate on sharia'h basis. To make sure the implementation of the law, SAMA has made it compulsory for all the insurance companies to have an in house sharia'h board which approves all the activities of the company to ensure that the company is functioning according to sharia'h. In Table 9 the results show that after eight years of reforms, when the executives were asked about the receptiveness of the people towards insurance in Saudi Arabia, 24% said that the people are receptive towards insurance, and 56% said that they are somewhat receptive. The respondents in the three groups were same. Thus, H 10 is supported and accepted.
DISCUSSION
In the study the researcher proposed eleven areas of The results of the study show that the insurance companies in Saudi Arabia need more qualified and experienced employees. The problem of the insurance companies is aggravated by the government policy of Saudization where by the companies have to employ minimum 30% of the total employees from Saudi citizens. There is huge requirement of insurance educated in insurance companies in Saudi Arabia. The problem is further aggravated with the fact that the numbers of institutions providing education in insurance field are limited and insufficient. The industry currently needs large no of employees which is ever increasing given the fact that insurance industry in Saudi Arabia is growing fast. The overall growth rate for the industry was 12.2% (Saudi Arabian Insurance Market Survey, 2010). The problem is further increased with the fact that government of Saudi Arabia is seriously implementing the Saudization in companies to provide employment opportunities to Saudi citizens bearing the fact that unemployment rate in Saudi Arabia is very high, approximately 14%.
The majority of current employees in insurance companies are having less than five years experience, they are working at salesman level. Those with high experience are working very well at higher executive levels categorized in this study as other executives. The fact can also be associated to the fact that insurance system in Saudi Arabia in its present form is comparatively new.
Previous studies by Zelizer (1979) have already shown than people in Middle East have been restraining from insurance for social factor mainly religion. Ansari (2011) showed that the people in Saudi Arabia purchased insurance because it is compulsory and the most dominating factor in restraining them from purchasing insurance is Sharia'h. Employees are unable to achieve the target given to them, a large number of them, around 47%, could achieve from 50 to 75%, 20% above 75% and 3% exceeded their targets. In response to the question whether they are satisfied with their jobs, the executives seem to be satisfied as 72% said that either they are satisfied or highly satisfied.
As shown by the annual report of the SAMA (2010), more than 70% of the premium is contributed by the compulsory insurance policies such as motor insurance and health insurance. The fact is further supported by the executives in their response. The response of the executives is in line with findings of the (Zelizer, 1979; Ansari, 2011) .
The environment of insurance industry plays a crucial role, especially the regulatory environment. The same is true for insurance industry of Saudi Arabia as well. The fact that motor insurance and health insurance is compulsory, drives the demand for insurance.
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Conclusion
The results of the study show that the insurance industry in Saudi Arabia is promising high growth in the coming years. Though the demand for insurance have been mainly created by government regulations, in future, as the people become aware of the benefits of the insurance by use, by company efforts and government efforts, the demand is expected to keep growing. The expected growing demand for insurance will need increased workforce, encourages other companies to enter the industry thus increasing the competition. The government will be forced to play an even more active role in promoting the industry on the one hand and on the other protecting the interests of the insured customers.
Presently, the industry is in huge demand for workforce at various levels which is always expected to increase in future. The employees are satisfied with the career in insurance industry. However, they lack sufficient experience in insurance business. The employees are also lacking specialized knowledge in insurance. Most of the employees did not do any certificate, diploma or training in insurance program. The industry, besides employees in the overall environment, is dominated by few companies, and code of conduct from SAMA needs to be simplified and more flexible. The people of Saudi Arabia mainly purchase compulsory lines of insurance but their behavior is changing and they are getting more receptive towards insurance.
PRACTICAL IMPLICATIONS
i. For insurance companies, there is need to conduct more and more training programs in insurance for their employees. ii. For the Government, the code of conduct should be simplified and should be made more flexible for the insurance companies. The dominance in the industry shall be effectively managed to provide equal opportunity to all. More and More educational institutions shall be encouraged to give degrees in insurance field. iii. For customers, wide insurance educational programs shall be promoted from insurance companies, and government to create public awareness about the benefits of insurance and also educate the people about the Sharia'h compliance of the insurance in Saudi Arabia.
